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(54) METHOD AND SYSTEM FOR MANAGING CLIENT SUPPORTING CENTER 

(57) Abstract: 

PURPOSE: A method and system for managing a 
client supporting center is provided to receive and 
solve all sorts of IT related questions and troubles 
and to transfer a difficult problem to a supporting 
institution and to monitor the difficult problem by 
constructing an integrated IT client supporting center 
based on a process automation. 

CONSTITUTION: If an IT related question or trouble is 
generated, a client connects to a client supporting 
center and requests for processing the question or 

trouble through a client telephone(S11 ). If a call connection is requested from the client telephone, a client 
supporting system drives a CTI(Computer Telephony Integration) system and a remedy ARB system being 
linked with a PABX(Private Automatic Branch Exchange) and guides various guiding messages in 
accordance with a receipt process to the client as a voice(S12). and new event ticket is created(S13), and 
decides whether a norma! personal identification number is inputted from the client(S14). If a normal 
personal identification number is Inputted, the client supporting system registers client information, 
question contents, or trouble contents in the created event ticket(S15), and the registered contents are 
stored in a database, and personal information of the client is displayed on a CTl screen and a CTI screen 
message is transmitted to a charged agent terminal(S16). A charged agent watches a remedy screen 
displaying Information, question requesting contents, question solving contents, a client unsolved question 
list etc. and the agent processes a question or trouble of the client(S17). If a question or trouble is 
decided as a difficult problem necessary for a long time in solving it or unsolved question or trouble, the 
question or the trouble is transferred to a supporting institution(S20). 
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?a§Slfe 3?I12K; ,4^7I HajS^^^EI 2}^=! LH§g STIS CT| W& MAI j|£F eflQid ^E^5^^ 
il2!jAI£J^flE15i; (HIdlSg:?! AE!Q?SS 4? SIE# CTl AligSl Xj^ . febH V^m *SH 

fe*SM:H7lsa SS: CHIGmMSI CTI 5^ 0)lvM73M S#Sfe EfTIISK OflOmM7K-XtiM2J 




2h°l 'SgpllAf Hajoj as 1TS!-2. B§3h §()HM S4^Sfffl g%t«Wr.«HSSRI 
.ftHOiaegoi SIEIeha, ^Al tHlOf. OieiS 2!= Z!§tJ- L||S?41J IMS OI^OIS 25iJ 2#7V.a 

StS.^ 21PIP-. 

n^v xia, *sEi; !T, eiEtia, oupism, ss-s 

i^'fifi/ u^affS" JSCS' 

£ 2S B WSOll Iiaj-AlStSEiej CTI lia.2f aiDiCI *hat LIEiyi OBAIE, 
E 3S & ^Ofl i&S 4iaj5CISliSEia 53H|^.# S! 27|S^ gSg Lf&y! OjlAlJE, 

E 4,^ F gsffli [KM aaf'TaatoEisj. ssr^ijm sifBae uem (hiaie, 

traa LEKi! MAIE, 

E .6g B ^•SOil OfS 23i;^|g!*flE1 SgS:a# gSoPI 9lt^ «:S.E,, 

E 7S s ssM mm m spa sags^M ^sspi sme. 
ip: Jiaiasf 
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20: .JJ:iilS^LHIil«f3 Private Automatic: BrancK Exchange) 

.30: =:Q?HgSE1 40: oiEiS! 

50: :n2M^:f|>yHl '60:; U^nXI^AIi^^i^ 

70 r: tm^^ - :80 :. S SS-At^g! 
90: 5ES^»dAI±i 



•^P^;L.7vi:^i^tHl^ ^ojEia^ *i: l:llM$ietfletwork)Hl SgSi SjtTO ^Mfih :5M2H(HI Si01A|,^li;K 




^IS1I-f> ^9>^;e! /Il^tiqaMEtfe i.^. MOKAppl^icStJmiSystfiin)S.;:ati»ja CH^^: B!^±S 
CteFAi> .IT5l?5 H'^.^, PC, LAN, Appl ication S MS-Off iee # Lf^% ^Of^i} ^^S' S2J SI S^CH 

301} cHoHAi ii2HXisiyEi LHoit "^wvy ^^^J\m xm ^^ 'm'mm m^tm seHsj 

it^. &?\ Il?^^l^MEi°l. T^ES^^^ Sth* D|#t^ ^I^2J a iJ-BA^br:6(0he stop 
'7:-IE|LH^(Ht CHti- Af^^^^^^^ S .^"(jooj joj q^^^ ^ - 

B MEH^j ^Tsiise ^iiioi-71 -^leiDj ^sM. ^ ^^^ T\mm 

eLIEIHinSJ a-s SS .2?3.(SP0C : single point of cmtact)SI J15»{;^ig^!!E1 g^^^^ S A|:d::^M -3a 

ch€^ ??gdi gfi^oiiAi M:iWAr iis:^M¥ei Ni^MaS'Xe 

Mnw(2\ •m\t\mi^ji\^^^^ w^^ '2= oi^Tjge .aH2i;;g^ oioieiihiqi^:^ i7ts s; smp 

B ^-s^ i^^7r°i B^m:7r^i*fot. n^di. s^^aiii^oeim ^^^etbi iTSf^ sai s shih *l£fM 

jiajog^Q oj^£,^ ^aei^^^s;, S€H. LHSM iaGrEiBl|G1:>iQi!. 7fli^5^^^ ^TliaFi i^^?! Jl^-S 

£M^E1 LHg^ e?!^ CTI tl-S DilAlXlSK EllCHP AFS^ a^srhS BTIliH il^ijXlS^^^ .01101 



;iHipiaM?i=-4i?it2i. as ag t^a .&gsH3t aoia sshi gsi wiiHgrn gip^owi as oiqm 

QI0IE1BflDI:i:(Hl A^EISSg ggSF^ B70M SStKS 2!S M^Sj^ JQ^AI 

s ^-32] Ql-M IT S^2? SI §0H §H1M' a^oPI ?|^^ QK^SI il3H^S^^^; AF 

^AI-S^LHa^I^UPABX; Private Automatic Branch Exchange )M ^ 9iS .I1^2J 25KHI CH^^ AFg .B 
LH Sl^ SJ^ UHM :?l^* SS^ffe CTIAI^glK eJEla^S goB IT&g^ 2^g: .SEJ a s-oH 
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^2pCI2-dQ03631 

nmM :%it^ CF#:2J Ai-^u^tm; g5i£! .m\.M. sai eieiag' 

HsPI 31f5AliiiiilF; S4: SSI, tilf .S! (HlOiaS Ah 




'SI lEIS}^ OH ySl-OI7i| (Analyzer) Ald^g°l thSf UEj-yi WIAiSQlD. 

:om ^^m^:..M^''sn mm: .w^ ssAii&'s iaiot ifs-e 2fS sej .^ §-oh ^ssi tu^ 

m fl^Sfe- .B?!},g?f:(I,o:)SiK Priwte;,AutMJd-,B.r6incH: E^|ii:hge)S-*?fB 3 
M£f= Saj-^fsKTOOII CHSiCfl ?H2l.H.H AlHlift. fflllsra S^g ' S IfOHM'SHiiSP '?rlK'23iXIS 
.CSE12J 2]^. 51)11 Aiam UHMSh^ CTIA|^S(CtMiputer Telephony Ihteg'ratidn; 20), eJEim(40)M 

■Ptf*f' ?ts%'§as ^s^ffe;s2jEi^ aEim;40)g.#Miva^Ei,S: .gei w^m M^M^m^mm 

m^'M s^^m, m.4n^ '^w^ a oiioiaM ^tfm ?i Af**is Msshbi sxittt Aijiii 
SI Tag" sasE fife oi??»fi* isei iM?^;'7fS s .#isjoi og,«H''^ .^it? a 

QlE1Uf|G!i;:(100)S OI^OISCF. '• 

#71 M'^timimm)^^ Prime. ALtoinitic Brwich' fechSre6)2|-: BA^ 

ICTICComPiiter' Teiephons? lhtegrat;ibn)Aliy (20)21-, aiCHEI (RemedsA) ARSAIiifKAdtlbn^ fetii^t .SyStanTi 
PC §$J5fEIA|>f:B. fi§*|BIA|ig!(PRId), ^*!Ali^(Anaiy2W)aS Ol^fflSC:!:. 

i^y\ CTKCdmputer Telepfiiam' lntegration)A|ii:@!S S 2SJ 4'-^6|| EAIS U|e|. g^Qi El-gj(type), # 
(QueLi8)S, JiajS, eHaiAILt. ?|EK AF2!95:( Incident ID): S S §01 :?|X||t|^ gSEI 

2K Stf^l- lii^ JOgSI- Al^igaSAi. Il^tlSJ fig SifSSS 0ro|E1BilOlMJOO)lHr Si ihEISE 
i}S -IS OHOIS^OII HHM ^'^H a-SDl , *ShAIZ>, g .g?fl (Abandoned .Cal l) 

7m mM. msi s bb % ai^S; ?i= •s^Kputbound cai I) sg-fflif swr adh, 

•fe*-:?! eilOltiCfieraedy) ARSA|ii^'(Action Request System jg E m fi>^ia t)F5l- SOI iaj^S^EI fife 
a§(ftequest)ak.S«|(Pfob"lOT) 7J.es SS, £^51 S M<is!5K3i ailAI (Report ing)°l y\£MSm MSt[ 

II, Momm^i Timmm) mi smm om. saiod g^sioj Maiz^ .#Ai(Notify) i'l^g jgi 
ssFTii.aa. E«i, ama Aiigfe s^ti' soHoi^iei a ?(^# msif >= ou-iaf 

^?hRe atfseiAii<!iSfe aajsj peg moisra s^i^ gsfSfTii m^iioKn z^Bsiza^^ tmm 
9-}^ MXJo6\j^M., .^iSi^si ath i-shgQii aiDiQ Ai:is(Hi sis xiioi meg bi^si 
Of s^iTii^aQ; oiiiH,,:^sizi-,a2f2hEis 9\tM Mom^jy m^Muim -a^tm a2?sa ptwi si^ioi 

SfejSfe m"AI?a7h :LfEFLHl. I13IDI OiS' ^^CHiOt S^OI OI^OiJSCK LllMf-l3(N/lSi:) 

fi= aaioii?!! sigQi ;:?^gmD): naiej ti^s* hchs ofloigM asoii Li£n.H>ii si-j2 *iEi«l3Ai 

sicip,, :s:si. E^ Ms^f ice Ai-g s ,wiami4i5i; a Ahs.s S2i Ai i^§g s!s ia^a 
4? sich ' ■■ • • ■'■ 

i2?*2!SKlo)fe 22!di IT ?hg m sims asspi ^isio! a2!jxis*!!Ei°j ssi-^ 

a^ShJil as AHi;^g^ia&:7l(PABX)2K S?fla CTKComputer Telephony )rite9rati6n)Ali!ii!(2 

0)31= sgEin fl'Ji?:!^ ,Aiii:g(6d)fe xjsefLH Aiuiie ssi jiaisj it ae >s gei a swig 

o\Q\ arCHCI ,t©:2g g4i tH^S aAlSH2 3& (HI0r3'MS SHMg 4^5| IT'5!-^ 2* i!°J S! 3iJ 
EISI^ 1St SHg§:R« 4^*1%^ 4= Sifis CTI S! aCHW t^l S^' (f|IPI2M M^tm SCP. 

-#7i ii?!!SSEf(30)£ ejEia(40)0fl mMm 9m o\mm usEh^jag niait-i- JHejg gsa 

S2SAI, 2'J!Xiai5!Ei2| ejE^y, sja|0|Aimi S^iFQl IT ShS 2fg feSJ §! SOH S^J ^lEl fi^S 5^ 

?iu, n'-iixiaaEisi oiiHj^' ^ibs it sis gsj a. §oh gsj m\ mtm sn, JimmA\± 
g(60)g °j.Eia!(40)a- g^a aaiAia .AibH(50)M gsB 4:<ya 11212) IT .2121 s°i «' :§()H jgsi 

a§ QIIHl^aF SI10IAI2I OliaCH ?1IArB Soil ag a* a'-!lXlSl AI<i:a(60)2J OiiOl2!E|)il>|| s 

.gsm sif- worses 5101= ^ s$i a sohsiei rm si 24= si j^sisfe m tg 
ag^j-i ^is^*- 4: 2tE§ CTI a aiDinrtrag ss- .mioiaM ^^^^ sq. 

naiAia Aii^y(60)2j oiibisMgofl 2|.«b tBiaxi st^ if ^ 2i-§ S2j a s-oh ■ 

Aiai5|(70)og 0I5FEIDI, 3101 D AI^@!2J A}= Bxi (Notify) 7|^g gsH 4=1! SD. ^^^I (HI 012! 
HaiSS^I S4i a ssg 5gEI2!!.2J Xia52!3f g^Xhl Tllge^ ^; §OHEI?!! =SA-flAi 
# EI3 D|5B§ §4=32) *|EI LHgOl Aia5^(70)2| 5«& gg-A|-2| PCOfl W^^S #AI£|I1, 
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^2pq2-rqD0363j 



SH IT 5hs ^^a. ^» s-oH^^a sSts '^if; Si^i :5i:^El^l^^■s MoiSM ?isf§ ifflacH Mas- 
oil 




^at-N ^?\ jmxm Ai.ii(60)g a^a. s^sii! wioismm mmm it s!^ zj-s si^Am §=' 
gg; t«a shLHjm, nioiEitioi-i:(ioom .m^^. s mm aojEithSKDi .ss3!>3 ai 
^c?o) 'SvSii-s Aiiii (80)8 oflomsMoi 3uam '^:-^'5!m mir/^^m-'mmm 

l5ir§jai:jaiipi£iM 

a SXIISIOI. PSSL^^ii^; 7JSS. .^§t^2^ CiMOl S 5011 £All! ffOI; Efe^j- fe*! XFSM OUaCR- 
mtl una-: SOI B t^Oil HIS 4ia|Xf^S& SSSSa S fea^ e 7s #S§|d| 

sf?fl asm. 

SOir tlie 27;|- 5»1 *iEI§!»g. ^SSPI ?l*K hSEOICK 

^i^!, S WSOII mm em §.§ ^^{(SPOC : single Point of eontact)2| HaiTaSSEfS H?!! OtIiaCH 

mm Bp\m ssim oioiEimioi-is. r?As>oi i!4»-ga& jaajs smt^ aa 

SaS I23fl73.SI*!lE12h S^aHU 2!Saie i-F=*21;l«0IS MOUTH ITSm ?iS .Mm^m JjiSBTS 4? 

jjaj^ lias g°i Att^diiLi- s^dH5f k4stf5fi aatj^sKib)^ ssi wnnmrna^ '^^t\tn 

iT&g S2| a S-OH SIBI figg 51:711 £IEF(S11) . 

IimAi^AjiaPj Iiaj;)f|g!A|iiy!.<60)S Iia!a5K10)g^E1 S g4 S.^:>^ a?il El 3 PABX(20)2F 3 

.7iiEr;= eTrAiii:^ a aioip ARsAiin* siltHifl jiajoiw s^^yfoii t[» e.H.HmiAixjg 

^ s^ols i^^tsg oiioiaMs assCT 

aSa THei^'ias?!- EiSEj- asa s^^oii^ :n.mm M^^m)s AiaEia'oii najga 

St LHg^ SEfe §01). LHWt SSora(S)5) .01 S*S LHgg LtOlE11ttiOiii;(100)aj| 7aStf2l- QMOJ 

4=s- ^'5? s# Em's 4= as^ .cfi .sraoif iTZNstj i!4'-gas 5Aisra sffl ^a- txpiiom si= ^ 

OilOiSfMSJ &m^?|S £ 22| .^,^011 EAia 

6*^71 as' oiloisMb.TkLisi a^=i cti tra MMiim i^si-tii as s aii eais oiiacH; 
M ?[BAi*> WQi, mass^^^i! aDia.sraoi DiiMaioiEiii, oiioia^^ asfs ssa a^iiiej 

^••S S*H ..il3f^ IT&S 2,^g S2J S! gOH igS] agS ^^Ss €«H ^a BISWAS D(Sl 7). Oim/^ 

sg:4=7h ^?^om e^ MdisM^f wsf soitiu sai^k ch^i #°j diss aaioi atjg sbeis cti 

.AjiigOll aO^Si.= m'^m AraCAban^on^) QSaO'lsS, 01^ OtOmm SIS HaiOil S 

asiof s^^sCT pa. 

4^71 na!XlS!A|4:@!(60)^ OiiPISMSl 9W7IM CTI SI30I S^EIS AlZJ-g ?fgMSra ^§1! AlZl- Cl| 
LHOll ,I:fcri5lil&?llOflA1 Aiaoi .SEIEISt^XIM.^^^^ OjlOiae^ najoj jggg .33 

El aimci t^^?l S2i 5ii;gtH¥i s^^ct eis 5^ss2^ Ai^ea^ sst^ai- lagbi seilh 
0164 5hsispi mi aioiEii}iioi^(im)oii THssi-Tii sq(si9),. 

4^7! Jiaj?;iaAI:d:S(60)^ BSaiij AI:d;g(1.9)M IT 5hS §4= ?JSh- SOH^'^S • Sil! 

g4-.*l:Elt3:g SI OilOiSM ^s-M oilgJtH. M^"^ g^SlOj E 3011 EAIS btSK ^01 Qj^ih 
aSSg D:i§Ei|OI8>jl; S&SAI>t.l(80)8 gSB E 4M EAJS bhfih SOI il3!2| §(Call) S OllOig 
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Momm^ ims\, s.^ ?*o\ :^mz* .^am ass sasiTiLb n^tvM ^ iTS?a as 
a* :73a2?fj (70)^s opsia ^ 

4^31 ;oi.5ja:^ i^a a im ^^^m M^tm. si^t^'^ Mi!Mim°i msm oisisfe mc\ 
.m^^imm n^ m^:m<:^mm asiam atiK§23>. i^ji/swEi^g ^smisiisg, 9.1 

LH§£! orgsfoi mom., am ^^ mmm^ smtm ati^ ^sjoi jmsm 

•fe^PI OliQISM'^ 7JIS5S!(7Q)3g, 013=1 S0HE15S2I SIS' 2011 CH^FO} SflSlffi euaH 

- -.- -. _ .. -,_-\tinm^s.Bm[. 




_ „_0l' 

CS29>. 

221501 .ITS© I2?i|J|g!*!IEiai| fig AIQ11 OI01|^.:£IE1 

e.iE+i2!(40)* M^t.^ avails i^E^^7a:?h mis ii^-iigsEi(3o)s :#oH ii5»xiati!Ei°] smiei 

EIIDIQI Ttgg e#£|ll CTl iFS MAISIOi e ,30r.SA|EiIl, OildlSe^ MflA! oH& H^^IOllTil 

S AfHI-^^ 1 3?jSHS PC Bg> OHSEl^ilOlfl #S|. a?-|:^rM(Recwest) S^.g. 

alt ^^71 I12H7:j^lAr^gl(60)^ y^yi^ MAI. 'OlS. M^Aidlrl^XCal l Back Service), 

§-OK£eit|°i ^ IT A1HI:^i :?l^ -^SoFH 2i^DI> ^''I^l AJHI:i:^Al7l^^ 1, 
2(SLA: Service Level AgreeroentOll ^°JS Al±^tt SDHfi^) ^0[ W^^ m^/^m^ B?!!^ OlSh 
a7:KHI CffEh n2H Ai£iiM!Eio^^ SI: £FE|Xt. H^ijAF?!. IT &&5E2S|(H|?ir Ai^&FJil Sqtm a*" 

^^i SM SSfc.PI^s^ N/i M2]^aia(Mainfranie) § fF¥^3|< Infrastructure)* SSfel^ 
^^^IIF Al±!^^# Smo) ^Ar^^ SSEIOj SICH StH S-OH A| A|^(Automatical lv)^.^ ^| 
^ AlHI^M Xil^mU. N/W/ijiE1 QlOIEiWIQI^ M»E12| SSA|^i!2h I22HXIS*iiEi2| VAS(Volce Alert 
S^stem)0| 37||£|0i SOH A| 011^ ?llXl£K't^331l S# e# OfldlSMOil 

7\\ MSeCT SLK DIM SIAIt-^ OilO|?!!#^ h 2 SOH x-IBj ^^Af^imi caa Smtm. 

imAi. ^ym tjis> ^oi b ^^soii [ci-g ji^AiassEi isss si Ai2Ag»& s^"?! itb^ 

SI SOH SMS LhS*^ 24^^'"^^ Soil S^tFS (HIOIS^fcOHr ^H^EITlj '5fll> 

EE^t S gSOil tm IPmmBi SSWa S! Aiiii!^ BAI UA\m\ tfgElfe 5:101 OfUH. 

□ 71^^ ^A|» *OiUAl .81:= ^^lOilAi aaShTil S! SS ^Al* 4= Sip. 

ITea .^^S gSJ ^ .S-OH ilEl fig ?imm S^ma :?:^EmII. ^Al ijHlOj. Oias 3^ 2ig?j- L1IMW 

U fliTjis ^01^013 2n '7<m hmoa oie^pioi siEi£i?ii oia-a oh^ srsAig 
AFg ssj^HK -d^ss sn t^^Aia 4: 2 mm aciK 

B fi^ SI S4=AF2J ^Hi^S. 2S iSrHl M^F^Ofl CHHIe^ 2!S:?F q^lh LIIM^JU 

12-5 
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;;f-ii?fis}tii', 5*1 * 2'-!} B^E §3., ii'-ijsj fi^, sff:l. A^^^ ft^ mioiEittiipiib; it MOt Sg J? 

g-^.r li'JI^S^Ef ^^l! LHt'g CTI tkg- (lilAlX|£|- EIIDICI XtgS iSSte e782H 



.oiio'iai:7j= Tji!^ swpis sis Gti tra miAriqg eeishJA CIS 22q^¥Ei aqa Aiaesej. 

iHfOf EHIOti;;) .IPiSS ffivMSlfe, SMEH 

- 

^■11 1 t^ffll gfCMAI. 

m.5B§9siiHiiW.;ga sias seras Ai-aaaofl ehsic« aioip .■ai^:^;: 

4'-2l SOHEI^ £S«IAlt ««S S0HEI5SOI illf»2| Bg-^IS E^TII 

•ah.' • ■ ■ 

pji^flg miste t^^^ - . 

OilbiSMe .X|SI2:5!0il g-0HEI3J!# OlSf»J- ^ SHS- asj 5*132* Ta^Sjog euEisslot 
Algjm imm oBEI l A1Hl:i(Happy Cal l Servfce^g &LHete BfllS 5tJ&HJI Ol.^Cfl 

a aft sg^is tfe iiajjqatyEi sss;g! , 

a 2 .gJ-iM ^CH A1>. • 

^i-pr Ai^BifM xIai^ss oi&sFs s-jjimiAH iiea aoi iss Alz^ ^^oij «h3eixi g^- s 

4 

■ai 1 SfOlAi; 

CTI tig miAlXlfe Eha(Type), ^.(Qjeue)S, iiaiS, CHPlAlZ^ :J|a. AFaasf Incident lO) 
5 93: #01 ')\Jm QIIAlXie! 2« ^S^S Sfe najxigiaiEi ssis^s: 

5 

3EII 1 tJ^ SiCHAI, 

AfSS- as S^iSia £Sa|>3 A|.>:as SSB SAISf^ 5*!«tCB ^SHS 
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,7^1 IS AIL* ass AiEri. 7i52:S 5^01 n ir?5 ai^=.£K n'^a© stf- ifiAiiffi ^^gi! aie» 
a^^m^ssB- iUiti^ gsH .aAi§fe bthm ^i^e s&hskm^ss as s^Qg gfe aajjjasiiSEi: 

I! 1 i^Pi sipj A),, 

M \ tfOfl SiCH Ai, 
l-B 1 ^►M SitH AI; 

g7l.. a2:3!{>51S!,i!!E1S H&:0|qX^^S SfiS Mg^RI ^I^H HI0IEimiOlii:0ii 73Sa 01 

^X^aS^S2J;M^, 7te ;S! ,®JiSfOj OHSEi-OWCAhali^f) Al*i^^^^ ^iPlsS *5» ON^S 2t| 

S{S^..§ti4iSIS!gEt: :SS|ft[. 
11 

AI-^Xj-SqiLHini^7l(PABX; Private Automatic Branch ExchangB)# S^jei 2!tH)fl Diti- Xl^ 

2!Eia! (40m #«H IT5hS SSI g 5,^QH*Hmt ailSPI ul3!{3SE1(30)aH 

oi jjat! as as dis^ tfoi pi^fs xiai^cTojah- 

a23!!7qSAI;iS(B0)# r#§e ^aEl= l<T5«S SEOSm, ^AiZi£S aL|E1gSF7l ^^Itl" SS&Alii: 
S(8p)2h; ' 

s^iv §oHt^ stsfe^y :aif=«iEi tj'sr s! iHibisM ss* Aitriis mw^pi d^iigBiQisk 

71 9ltr A|i*:g!^90) Si 

&£r5>S I3lOIE11HiO|:i!i(lC»)M SimlQl^Sa 21s MSa 

Mnt^ 12 

731 1^ tfOfl SiOfAt 

,^71 il^!^7aa AiAg!(60)g aidiEiwidi2i;(ioo)(Hi 7fis€ as oi^xt-st s<!s! 73-ss mespi 91 

SH ^E2l 7e w §III§lj2. OHySWITa (Analyzer) AliS°l 3Sil 7l.feS **l 0l^7:i^g« 3E2&^ 
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